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EXECUTIVE SUMMARY 
 
KƵƌƉŝůŽƚƉƌŽũĞĐƚ ?ƐĐĞŶƚƌĂůĨŽĐƵƐŝƐŽŶthe variegated impact and implications for culture and 
community of a digitally transformed UK welfare system for three specific communities of 
interest  W public administrators of welfare support, frontline welfare law advisors and those 
receiving or needing welfare support.  
 
The empirical research focuses on Leeds Local Authority District and is examining data from 
2008 to the present. We are working in partnership with a small Advisory Team comprised 
of members from Leeds City Council, Leeds Citizens Advice Bureau, and Leeds ACTS!. The 
project is analysing three local digital data sets that offer potential insights into the 
transformations being unleashed by austerity, welfare reform and digitalisation: data about 
all housing benefit claimants in Leeds; data about social housing tenants in Leeds affected by 
the so-ĐĂůůĞĚ ?ďĞĚƌŽŽŵƚĂǆ ? ?and data about clients of Advice Leeds services. 
 
This interim report highlights the work we have undertaken since 1 April 2014. This report is 
structured as follows: Section 1 provides an overview of the research project and its key 
questions; Section 2 explains the nature of the collaboration and our research partners; 
Section 3 details the data we are collecting and analyzing; Section 4 discusses the interim 
findings of our three research streams; and Section 5 explains what dissemination has 
already undertaken and is planned for the future.  
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1. RESEARCH OVERVIEW 
 
KƵƌƉŝůŽƚƉƌŽũĞĐƚ ?ƐĐĞŶƚƌĂůĨŽĐƵƐŝƐŽŶthe variegated impact and implications for culture and 
community of a digitally transformed UK welfare system for three specific communities of 
interest at the local urban scale of Leeds ʹ public administrators of welfare support, 
frontline welfare advisors and those receiving or needing welfare support .  
 
The importance and timeliness of this pilot study relates to the current UK context of 
austerity-driven spending cuts and reforms to public services, voluntary bodies and welfare 
provision. A new welfare system is being rolled out, headed by Universal Credit (UC), which 
merges 6 means-tested benefits into a single monthly payment paid in arrears. UC is also 
subject to various caps, sanctions and incentives designed, according to the government, to 
 ?ŵĂŬĞ ǁŽƌŬ ƉĂǇ ? while ƌĞƐĞƌǀŝŶŐ ǁĞůĨĂƌĞ ďĞŶĞĨŝƚƐ ĨŽƌ ŽŶůǇ ƚŚŽƐĞ  ?ŝŶ ƚŚĞ ŐƌĞĂƚĞƐƚ ŶĞĞĚ ?. 
Claimants are to be made responsible for managing their own finances, thereby, it is 
claimed, saving public money, promoting self-reliance and reducing poverty in the process 
 ?tW ?  ? ? ? ? ? ? ĞŶƚƌĂů ƚŽ ƚŚĞƐĞ  ?ƐŵĂƌƚ-ƐƚĂƚĞ ? ĐůĂŝŵƐ  Wand to our project  W ŝƐ h ?Ɛ
technological make-up. The government ?Ɛ ŽƌŝŐŝŶĂů intention was for UC to ďĞ  ?ĚŝŐŝƚĂů ďǇ
ĚĞĨĂƵůƚ ? ?ǁŝƚŚĂƚĂƌŐĞƚŽĨ  ? ?йŽĨĐůĂŝŵĂŶƚƐŵĂŬŝŶŐĂŶĚŵĂŶĂŐŝŶŐƚŚĞŝƌďĞŶĞĨŝƚĐůĂŝŵƐŽŶůŝŶĞ
by 2017.  
 
While evidence grows about the financial and legal impacts of welfare changes (e.g. cuts to 
housing benefit, fitness-to-work tests, the benefit cap), the cultural and community 
implications of this new welfare system and its digital character are far less well evidenced 
and understood. Our pilot project aims to address this research gap. 
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We are guided by the following research questions: 
 
x How will different communities within the welfare claimant population (ethnicity, gender, 
class, neighbourhood, disability, age) be affected by benefit changes?  
 
x How is the local public administration of welfare benefits restructuring and what role is 
digital technology playing?  
 
x How will advice services organisationally cope with a digitalised system?  
 
x How are the reforms going to affect everyday relationships between claimants and 
welfare services? 
 
x How will the practice of welfare advisors be affected? 
 
x Are there current or potential uses for digital technology that will positively assist either 
practitioners or claimants? 
 
x What value is data collection and analysis going to be in addressing the practical issues 
generated by welfare reform? 
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2. PARTNERSHIP 
 
We are working in partnership Steve Carey, Chief Officer for Welfare and Benefits at Leeds 
City Council; Dianne Lyons, Chief Executive of Leeds Citizens Advice Bureau; and, Professor 
Gary Dymski, Vice-Chair of Leeds ACTS!, a partnership-building organisation for developing 
academic collaboration with public and third sector organisations in Leeds. This builds on 
existing collaborations between the University of Leeds ? School of Geography and both 
Leeds City Council (LCC) and Leeds CAB.  
 
We have been working with LCC ?s Welfare and Benefits department since March 2011 to 
analyse the spatial implications of welfare reform to the city of Leeds. This involves using 
geo-computational techniques on official data sets to track the household circumstances 
(e.g. income, size, benefits claimed), tenure and residential location of approximately 90,000 
welfare claimants in Leeds.  
 
We have also been working with Leeds CAB and other Advice Leeds organisations since 
October 2012 to assist the sector as it undergoes organisational change as a result of 
increased and complexifying client demand, wider funding cuts and the onset of 
digitalisation. This collaboration was initially supported by a Talisman User Fellowship award 
(2012-2013), funded by the ESRC National Centre for Research Methods, designed to enable 
non-academic users to benefit from training and support in geospatial analysis. It has 
received additional support from three placements projects with Geography undergraduate 
students.  
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3. DATA AND DIGITAL METHODS 
 
We have negotiated access to three local data sets that offer potential insights into the 
transformations being unleashed by austerity, welfare reform and digitalisation: 
 
x Official data about all Housing Benefit claimants in Leeds. Leeds City Council holds data 
relating to all cases where a claim for Council Tax Benefit/Support and/or Housing 
Benefit has been submitted. Each month a computerised report is run which includes 
information about all claims submitted. This report is referred to as the Single Housing 
Benefit Extract (SHBE). These monthly data extracts each contain information on 
approximately 90,000 claimants. We have access to SHBE extracts dating back to 2008 
and going forward on an ongoing basis. The data contain over 300 fields of anonymised 
personal information with attributes including; income, benefits claimed, household size 
and characteristics, and place of residence 
 
x Leeds Households affected by the Social Sector Size Criteria reform. Leeds City Council 
also produces its own ad hoc data sets for the purpose of housing and benefit 
administration. One such data set contains anonymised records of all households in 
Leeds who were deemed eligible for a reduction in their weekly housing benefit 
payments following the April 2013 introduction of new rules covering benefit payments 
to those classified as under-occupying their social rented homes. Each month the 
number of households varies, but data about approximately 10,000 households has been 
collected for this purpose. The data contain just 10 fields of information, including: 
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number of bedrooms required, number of bedrooms in the property, and the age and 
gender of any dependent children. 
 
x Advice Leeds Client Data. We are focusing on data provided by 6 organisations in the 
Advice Leeds partnership dealing predominantly with welfare issues and debt advice. 
These data were originally collected for reporting to service funders. Collectively they are 
useful for developing a picture of overall demand and supply of advice. The data contain 
residential addresses (and some individual demographic characteristics) of those seeking 
advice; and details of which services were accessed, how and where. Each data set varies 
in terms of type and precision of data held. There is data for approximately 20,000 
households. 
 
Following the collection of this data, we have worked as follows.  
 
x We organised the SHBE and Under-occupancy data into different record types, linked 
these records as appropriate, then interrogated and summarized in various ways. We 
used  Office for National Statistics Postcode Directory (ONSPD) look up data to check 
claimants ? postcodes were accurate and then link to census geography. This allowed 
tables and geographical maps to be produced showing the number of claimants for 
census areas. Further summaries were made based on classifications of census areas 
such as those based on deprivation measures. As the SHBE data are based on monthly 
extracts, this allows for changes over time to be explored. The production of all the data 
visualisations was done programmatically so that the process can be highly automated. 
This automation makes it relatively easy to reproduce the visualisations from source and 
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extend the analysis. The programs were also developed with the idea of scaling up the 
analysis to nation-wide studies. 
 
x The Advice Leeds client data format varied more from one organization to another and 
over time. In general the data that has been collected and made available more recently 
is more detailed, containing more variables. The Advice Leeds data was less complete 
than the SHBE data and more work was involved in cleaning the data and dealing with 
partial postcode information. Various generalisations and visualisations of the data were 
produced and in a similar way to the work done with the SHBE data. 
 
All the programs used for processing the data have been developed in the Java language and 
all the source code is open source and available on the Web. Development work has been 
done using an open source Integrated Development Environment called Netbeans. A screen 
shot of the IDE interface with the project loaded showing some of the underlying source 
code is shown in Figure 1. 
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Figure 1 Screen shot of the interface used in developing the data analysis source code 
 
 
We intended to critically analyse the computerized analytical methods used. Possible critical 
issues that may arise include: (i) the mis-ŵĂƚĐŚďĞƚǁĞĞŶŽĨĨŝĐŝĂůĚĂƚĂŚĞůĚĂďŽƵƚŚŽƵƐĞŚŽůĚƐ ?
formal economic situations and their real-life situations; (ii) a lack of consistency and 
comparability of data across different advice service providers; (iii) variations in the quality 
and detail of the data over time; and (iv) the general weaknesses of quantitative data for 
generating critical insights into what are often phenomenological questions. 
 
We are also collecting new qualitative data through interviews, focus groups, and participant 
observation with respondents from all three of our stakeholder groups. 
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4. INTERIM FINDNGS  
 
Our project is organized into three specific work packages (WP). The first two WPs focus 
primarily on the spatial implications of welfare reform for welfare claimants and the welfare 
advice service and use geocomputational methods to analyse existing digitised data sets. 
The third WP focuses on the cultural, community and experiential implications of a digitally 
transformed welfare system and draw on a range of qualitative methods to collect and 
analyse new ethnographic data. 
 
4.1. WP1 - Mapping welfare cuts for individual households and communities 
 
This work stream is currently exploring the before-and-after effects of austerity and welfare 
changes on the Leeds claimant population by tracking the formal transformations of 
ŝŶĚŝǀŝĚƵĂů ŚŽƵƐĞŚŽůĚƐ ? ĞĐŽŶŽŵŝĐ ĐŝƌĐƵŵƐƚĂŶĐĞƐ  ?income levels, benefit take-up, economic 
activity), household composition, residential locations, house size and tenure type as 
recorded in the official claimant data set, the Single Housing Benefit Extract (SHBE), and 
other data held by Leeds City Council. Results will be mapped geographically, analysed by 
ethnicity, gender, class, neighbourhood, disability, and age, and compared with Census and 
other statistical data on unemployment, deprivation, ethnicity, educational attainment and 
health. 
 
Following a formal data-sharing agreement signed off in January 2014, we have been 
receiving SHBE and under-occupancy data on a regular basis. The data was initially checked 
and cleaned before being loaded into a purpose-built computer program designed to run 
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complex data analytics for the purpose of automation. A lot of unexpected time was spent 
resolving errors in this process. We have since been steadily working through a large number 
of queries designed to comprehensively analyse the data. These include: 
 
x Identifying unique claimants and tracking their status over time e.g. when did they first 
appear on the data sets, are they still on or have they left, what benefits are they 
claiming and any changes of circumstances that can be detected; 
x Identify claimants whose home postcodes have remained the same or have changed 
since 2008; 
x Identify claimants whose tenure has changed (e.g. from social to private tenancy or vice 
versa) since 2008; 
x Identify potential impacts of welfare reforms on individual claimants since such policies 
were introduced from 2010 and any correlations between welfare reforms and postcode 
and tenure changes. 
 
This work is taking longer than first anticipated due to the complex and time-consuming 
nature of data analysis, but we have generated some initial findings. First, we have identified 
the geography of all housing and council tax benefit claimants in Leeds, and produced a map 
that shows the proportion of claimants (April 2012) against the total population (Census 
2011) of each lower super output area. This shows that welfare claimants in Leeds cluster in 
the inner and outer urban areas of the city  W covering Little London, Woodhouse, Holbeck, 
Hunslet, Beeston, Armley, Wortley, Headingley, Kirkstall, Chapeltown, Harehills, Richmond 
Hill, Burmantofts, Seacroft, Whinmoor, Middleton and Bramley  W with a noticeable central 
urban corridor of little-to-no claimants running from the city centre northwards and out into 
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the wealthier areas of the north. We are currently working on analysing how this map has 
changed over a longer time-frame and identifying areas where benefit claiming is 
significantly increasing and decreasing.  
 
Figure 2  W Lower Super Output Area (LSOA) Location of Leeds Housing and Council Tax 
Benefit Claimants as at April 2012 as a proportion of LSOA population in 2011 Census 
 
 
A second finding concerned tenancy instability (see Figure 3). We compared the rate of 
claimant home moves for the year beginning April 2008 to March 2009, against the year 
beginning April 2012 to March 2013. We found that there had been more than a 50% 
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increase in the number of housing benefit claimants moving home during 2012-13 compared 
to 2008-2009. This suggests that tenancy instability has increased and that the greatest 
ĚĞŐƌĞĞŽĨƚŚŝƐ  ?ĐŚƵƌŶ ?ǁĂƐƚĂŬŝŶŐƉůĂĐĞ ŝŶƚŚĞĞƐƚĂďůŝƐŚĞĚƉƌŝǀĂƚĞƌĞŶƚĂůŵĂƌŬĞƚƐŽĨ,ĂƌĞŚŝůůƐ
and Beeston. However, as the number of claimants has also increased significantly from 
approximately 55,500 to more than 71,000 between April 2008 and March 2013, this creates 
a greater statistical risk of instability. We are now working to identify if there are any 
patterns in tenancy instability over different time periods and geographies of the city, and 
ǁŚĂƚĨĂĐƚŽƌƐǁŝƚŚŝŶĐůĂŝŵĂŶƚƐ ?ƉƌŽĨŝůĞƐŵŝŐŚƚĞǆƉůĂŝŶŚŽŵĞŵŽǀĞƐ ? 
 
Figure 3  W ,ŽƵƐŝŶŐĞŶĞĨŝƚĐůĂŝŵĂŶƚƐ ?ƉŽƐƚĐŽĚĞĐŚƵƌŶ ? ? ? ?ƚŽ ? ?  ?ĐŽŵƉĂƌĞĚ 
 
  
14 
 
4.2. WP2 - Changing geographies of welfare advice services 
 
This is exploring how welfare advice services might have to organisationally change in the 
face of the general impacts of austerity policies, a new digitalised welfare system and a 
digitally excluded claimant population. It examines the existing spatial distribution of face-
to-face welfare advice services in Leeds and the changing nature of demand for these Advice 
services over the past 3 years using advice service client data. The existing city-wide 
geodemographics of welfare claiming, developed in WP1, will be compared to the existing 
geodemographic distribution of advice service provision and demand, and to existing data 
on internet use and literacy in Leeds. Results will be mapped geographically. 
 
Although formal data-sharing agreements were already signed off before this project began 
(in July 2013), this part of our project has proven to be the most challenging in terms of 
working with the data provided. A major reason is that each advice service in Leeds collects 
data in unique ways, often for unique purposes, and they are not immediately comparable. 
Another factor is that Leeds CAB is part of a national CAB service that has a national 
customer database system that has recently changed, complicating our data collection 
process. To date, we have analysed raw client data (years 2011-12 and 2012-13) provided to 
the School of Geography by Leeds Citizens Advice Bureau (CAB) from its CASE data 
management system. This includes advice centres located in the City Centre, Otley, Morley, 
Pudsey, and Crossgates. We have also drawn on additional data used by Leeds CAB for a 
similar analysis it performed. We identified unique clients of Leeds CAB service in each of 
these two years from unique client reference numbers and then used their residential 
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postcodes where recorded to identify the Lower Super Output Areas where they live (see 
Figure 4).  
 
Figure 4: Leeds City CAB Clients for LSOAs clipped to Leeds Local Authority District 
 
 
Based on this geospatial analysis, we have generated some initial findings  about the 
demographic profile of the Leeds CAB client base using the Indices of Deprivation mapped 
against Lower Super Output Areas: 
 
x Leeds CAB increased the total number of unique clients it advised by 53.9% (3802 new 
clients) from 7051 in 2008/09, to 10,853 in 2012/13;  
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x Most of this growth has come from the expansion and diversification of the Leeds CAB 
service since 2010, most notably through its Telephone Gateway service  W where clients 
can ring up and be assessed for the appropriate advice service they need  W and the F2F 
Debt Advice service. 
x Comparing 2008/09 to 2012/13, the entire Leeds CAB service reached the following 
numbers and proportions of clients by LSOA deprivation band: 
 
Table 1: Total Unique Clients Seen by Leeds CAB by LSOA Deprivation Band by year 
 
  
Top 3% 3 to 5% 5 to 10% 10 to 20%  20 to 100% 
Year  
Total Unique 
Clients Total % Total % Total % Total % Total % 
08/09 7051 839 12 434 6 1342 19 682 10 3754 53 
09/10 7686 1291 17 414 5 1454 19 784 10 3743 49 
11/12 9691 1125 12 725 7 1585 16 1376 14 4880 50 
12/13 10853 1184 11 755 7 1731 16 1537 14 5646 52 
 
x Comparing 2012/13 to 2008/09 for the entire Leeds CAB service, the LSOA location of its 
unique client base changed as follows: 
 
o 41.1% increase in unique clients from 3% most deprived SOAs from 839 to 1184 
with an overall consistent proportion across the service (12 to 11%); 
o 74% increase in unique clients coming from the 3 to 5% most deprived SOAs from 
434 to 755 with an overall consistent proportion across the service (6 to 7%); 
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o 29% increase in unique clients coming from the 5 to 10% most deprived SOAs 
from 1342 to 1731, but a small drop in the proportion across the service as a 
whole (19 to 16%); 
o 125.4% increase in unique clients coming from the 10 to 20% most deprived SOAs 
from 682 to 1537 with a small increase in the proportion across the service (10 to 
14%) 
o 50.4% increase in unique clients coming from the 20 to 100% most deprived SOAs 
from 3754 to 5646 with an overall consistent proportion across the service (53 to 
52%). 
 
x Of the four years under study, 2009/10 saw a far greater number and proportion of 
clients from the top 3% most deprived LSOAs being seen by the Leeds CAB service. This is 
partly a consequence of an increase in funding for 2009 and 2010 made available by the 
previous Labour Government to enable such services to respond to the effects of the 
global financial crisis. The service had a temporary increase in financial resources that 
were targeted for supporting those from the most deprived areas. This is also held to 
explain the higher numbers of unique clients visiting the Leeds CAB in 2009/10 compared 
to 2012/13. 
 
These findings have supported ongoing discussions about Advice Leeds service 
reorganisation. We are currently working with Leeds CAB to provide an evidence base for 
their consultation on this issue. 
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4.3. WP3 - Changing cultures and relations of welfare support and advice provision 
 
This final work stream is exploring the various social and cultural implications that a 
digitalised welfare system might have for individual welfare claimants, welfare 
administrators and frontline advice providers using new qualitative data collected through 
interviews, focus groups, and participant observation with respondents from all three 
stakeholder groups. This includes the potential changes in values, attitudes and behaviour 
that an online claiming system could generate; the implications for those not able or willing 
to claim online; what the devaluing face-to-face contact and social relations might mean for 
ĐůĂŝŵĂŶƚƐ ? ůŝǀĞƐ ? ŚŽǁthe values, ethos and social status of, and the social relationships 
between (potential) welfare claimants and welfare institutions, might be changing as a result 
of welfare reforms and digitisation; how digitalisation is restructuring the local public 
administration of welfare benefits; and how advice services might organisationally cope with 
a digitalised system. The bulk of the pilot interviews for this work package was undertaken in 
May, June, and July 2014. A small focus group of a senior welfare administrator in Leeds City 
Council and the Leeds CAB service manager was complemented by 13 interviews conducted 
with: 
 
x 5 frontline welfare legal advisors  
x 3 senior officers from the Advice Leeds network  
x 1 Job Centre+ administrator (not Leeds) 
x 6 service users 
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These interviews have produced the following three key initial findings  that we illustrate 
through quotations from our interviewees:  
 
4.3.1. Exclusion from a digital-by-default system is inevitable for particular groups of 
claimants who will be unable to access or cope with an online welfare-claiming 
system and a more general shift of public services online as a result of the interplay 
between client destitution, social exclusion, disability and poor mental health: 
 
 “dŚĞ ŶĂƚƵƌĞ ŽĨ ŽƵƌ ĐůŝĞŶƚ ŐƌŽƵƉ ŝƐ ƉĞŽƉůĞ ǁŚŽ  ? ŚĂǀĞŐƌĞĂƚĞƌďĂƌƌŝĞƌƐ ŝŶƚĞƌŵƐŽĨ ?
ůŝƚĞƌĂĐǇ ?ŵĞŶƚĂůŚĞĂůƚŚ ŝƐƐƵĞƐ ?ĚŝƐĂďŝůŝƚǇ ?ǁŚŽĂƌĞŐŽŝŶŐƚŽďĞĞǆĐůƵĚĞĚĂŶĚƐƚƌƵŐŐůĞ ? 
(FRONTLINE ADVISOR 3) 
 
 “dŚĞƌĞ ŝƐĂďŝŐ ?ďŝŐŐƌŽƵƉŽĨƉĞŽƉůĞǁŚŽƐŝŵƉůǇĚŽŶ ?ƚŚĂǀĞƚŚĞ/dƐŬŝůůƐƚŽƐƵĐĐĞƐƐĨƵůůǇ
make tŚŽƐĞĐůĂŝŵƐ ? (FRONTLINE ADVISOR 2) 
 
 “/ƐĞĞƉĞŽƉůĞĐŽŵĞŝŶŚĞƌĞǁŚŽŚĂǀĞ ?ŶĞǀĞƌƵƐĞĚĂĐŽŵƉƵƚĞƌŝŶƚŚĞŝƌůŝǀĞƐ ?ǁŚŽĂƌĞ
ƚŽůĚďǇƚŚĞ:ŽďĞŶƚƌĞƚŽŐŽĚŽũŽďƐĞĂƌĐŚ ?  ?WĞŽƉůĞĚŽŶ ?ƚĞǀĞŶŬŶŽǁǁŚĂƚƚŚĞǁŽƌĚ
 “ůŽŐŝŶ ?ŵĞĂŶƐ ?ƐŽŵĞŽĨƚŚĞŵ ? (FRONTLINE ADVISOR 5) 
 
 “/ƐƵĨĨĞƌĨƌŽŵŵŝŐƌĂŝŶĞĂŶĚƚŚĞǇ ?ƌĞƚĞůůŝŶŐŵĞ/ŚĂǀĞƚŽƵƐĞƚŚŝƐĐŽŵƉƵƚĞƌ ?ĂŶĚƚŚĞǇ ?ƌĞ
ŵĞƐƐŝŶŐ ĂďŽƵƚ ǁŝƚŚ ƉƌŽŐƌĂŵŵĞƐ ŝŶ ƚŚĞ ĐŽŵƉƵƚĞƌ ƚŽ ƐƚĂƌƚ ǁŝƚŚ ? ^Ž / ?ŵ ŶŽ ƐŽŽŶĞƌ
given advice and shown to do it this way, then I come in 2 or 3 days later ĂŶĚƚŚĞǇ ?ǀĞ
messed about with the programme, so the advisor ĚŽĞƐŶ ?ƚ ĞǀĞŶ ŬŶŽǁ ǁŚĂƚ ŚĞ ?Ɛ
ĚŽŝŶŐ ? ?(CLIENT 4) 
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 “hƉĂƚƚŚĞ^^ƚŚĞƌĞ ?ƐǁŽŵĞŶƚŚĞƌĞ ũƵƐƚƚŚŝŶŬǁĞ ?ƌĞƐŬŝǀŝŶŐĂůůƚŚĞƚŝŵĞ ?ŶĚ/ĚŽŶ ?ƚ
own a computer, I hate computers, and the last four years looking for work has been 
ĂŶŝŐŚƚŵĂƌĞ ?ďĞĐĂƵƐĞ/ĚŽŶ ?ƚƵŶĚĞƌƐƚĂŶĚ ĐŽŵƉƵƚĞƌƐĂŶĚ/ŶĞǀĞƌǁŝůů ? ?(CLIENT 5) 
 
4.3.2. Destitution caused by digitalisation, both from computer errors and digital 
exclusion, will be a reality of the new system and is already happening: 
 
 “/ ŬŶŽǁ ƚŚĂƚ ǇŽƵ ĐĂŶŝŶƐŝƐƚŽŶŵĂŬŝŶŐĂĐůĂŝŵŽǀĞƌƚŚĞƉŚŽŶĞŝĨŶĞĞĚďĞ ?ĂŶĚƚŚĂƚ ?Ɛ
what we did. Now, I had to be fairly vociferous to do that, but if you had that young 
ǁŽŵĂŶ ŽŶ ŚĞƌ ŽǁŶ ƚŚĞƌĞ ?Ɛ ŶŽ ǁĂǇ ? ^ŚĞ ǁŽƵůĚ ŚĂǀĞ ƚŚĞŶ ƐƚƌƵŐŐůĞĚ ? ĂŶĚ ƉĞƌŚĂƉs 
would have left it, and maybe not received a benefit. And so the implications would 
have been that that would have put more financial pressure on her family that she 
ǁĂƐůŝǀŝŶŐǁŝƚŚ ? (FRONTLINE ADVISOR 1) 
 
 “ ?ŝŶĐƌĞĂƐŝŶŐ ƌĞůŝĂŶĐĞ ƵƉŽŶ ĚŝŐŝƚĂů ŽĨƚĞŶ ƉůĂĐĞƐpressure on advisors to provide one-
to-one support with using computers and can lead to clients becoming frustrated, 
ŵĞĂŶŝŶŐ ƚŚĂƚ ƚŚĞǇ ŵĂǇ ǁĂůŬŽƵƚ ŝŶĂŶŐĞƌĂŶĚĞŶĚƵƉŐĞƚƚŝŶŐƐĂŶĐƚŝŽŶĞĚ “ĨŽƌƚŚŝŶŐƐ
ƚŚĂƚƚŚĞǇĐĂŶ ?ƚĐŽŶƚƌŽů ?(FRONTLINE ADVISOR 5).  
 
 “zŽƵĐĂŶŚĂǀĞƚŚĞďĞƐƚ/dƐŬŝůůƐŝŶƚŚĞǁŽƌůĚ ?ďƵƚŝĨ ƚŚĞƌĞ ?ƐĂŶŝƐƐƵĞǁŝƚŚƚŚĞƐǇƐƚĞŵ ?ƐŽ
ƚŚĂƚǇŽƵƚŚŝŶŬǇŽƵ ?ǀĞĂƉƉůŝĞĚĨŽƌĂũŽďĂŶĚǇŽƵ ?ǀĞŽŶůǇũƵƐƚƐĂǀĞĚƚŚĞŝŶĨŽƌŵĂƚŝŽŶ ?ƚŚĞ
ĐŽŶƐĞƋƵĞŶĐĞƐĂƌĞŚƵŐĞĨŽƌǇŽƵ ? ?(FRONTLINE ADVISOR 2) 
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4.3.4. Conditionality for receiving welfare payments ʹ e.g. being forced to actively look 
for work, to accept employment opportunities and to agree to training and 
volunteering in return for continuing to receive social security payments ʹ has 
already been introduced and will be a greater feature and possibility of a 
digitalised claiming system.  
 
 ShŶŝǀĞƌƐĂů :ŽďŵĂƚĐŚ ƐĞĞŵƐ ƚŽ ďĞ Ă ƉĂƌƚŝĐƵůĂƌ ƉƌŽďůĞŵ Ăƚ ƚŚĞ ŵŽŵĞŶƚ ?/ƚ ?ƐŐŝǀŝŶŐĂ
ĚĞĐŝƐŝŽŶ ŵĂŬĞƌ ƋƵŝƚĞ ĐůĞĂƌ ĞǀŝĚĞŶĐĞ ? ŝŶ ŽƌĚĞƌ ƚŽ ƉĞŶĂůŝƐĞ ƉĞŽƉůĞ ? ĂŶĚ ƚŚĞǇ ?ƌĞ ŶŽƚ
taking into account ŽƚŚĞƌ ƐƚĞƉƐ ƚŚĂƚ ƉĞŽƉůĞ ŵĂǇ ŚĂǀĞ ƚŽ ƚĂŬĞ ƚŚĂƚ ĂƌĞŶ ?ƚ ŽŶ Ă
ĐŽŵƉƵƚĞƌ Žƌ ǀŝĂ Ă ƚĂďůĞƚ ?  ? ? ? ZĂƚŚĞƌ ƚŚĂŶ ďĞŝŶŐ ƵƐĞĚ ƚŽ ĚŽĐƵŵĞŶƚ ǁŚĂƚ ƚŚĞǇ ŚĂǀĞ
ĚŽŶĞŝƚƐĞĞŵƐƚŽďĞƵƐĞĚƚŽƉĞŶĂůŝƐĞǁŚĂƚƚŚĞǇŚĂǀĞŶ ?ƚ ?(FRONTLINE ADVISOR 6) 
 
4.3.5. The workloads of advice service providers will increase and associated 
organisational costs will also rise in order to help claimants to claim online, to solve 
problems with computerisation and to take retrospective action to protect incomes: 
 
 StĞĐĂŶŽŶůǇĚĞĂůǁŝƚŚĂĐĞƌƚĂŝŶĂŵŽƵŶƚŽĨƉĞŽƉůĞ ?ǁĞĐĂŶ ?ƚĚŽĐůĂƐƐƌŽŽŵƚƵŝƚŝŽŶ ? ?
(FRONTLINE ADVISOR 5) 
 
 “tĞĚŽŶ ?ƚŚĂǀĞƚŚĞƐƉĂĐĞĂŶĚŚƵŵĂŶƌĞƐŽƵƌĐĞƐƚŽƐƵƉƉŽƌƚĂĐĐĞƐƐƚŽŽŶůŝŶĞĐůĂŝŵŝŶŐ ?
(FRONTLINE ADVISOR 3) 
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 “^ŽĐŝĂů ůĂŶĚůŽƌĚƐ ĂƌĞŐŽŝŶŐƚŽŚĂǀĞƚŽ ŝŶǀĞƐƚ ŝŶĐŽŵƉƵƚĞƌƐĂŶĚĚŝŐŝƚĂůƐƵƉƉŽƌƚ ũƵƐƚƚŽ
ƉƌŽƚĞĐƚ ƌĞŶƚĂů ŝŶĐŽŵĞ ƵŶĚĞƌ hŶŝǀĞƌƐĂů ƌĞĚŝƚ ? tŚĞƌĞ ŝƐ ƚŚĞ ĨƵŶĚŝŶŐ ĨŽƌ ƚŚŝƐ ? ?
(FRONTLINE ADVISOR 1) 
 
4.3.6. The move to a digitalised online claiming system is likely to enable the future 
outsourcing of the system, and with it, the potential rolling up of publicly-funded 
advice services into such contracts as has been seen in the outsourcing of the Home 
Office contracts to provide accommodation for asylum seekers in the UK.  
 
 “:Žď ĞŶƚƌĞƐ ŚĂǀĞ ĂůƐŽ ďĞĞŶ ƌĞĐƌƵŝƚŝŶŐ ŝŶƚĞƌŶĂůůǇ ĨŽƌ ƐƚĂĨĨ ƚŽ  “ĨůŽŽƌ ǁĂůŬ ? Žƌ  “ŚĂŶĚ
ŚŽůĚ ? ?dŚŝŶŐƐ ůŝŬĞ “ǀŝƌƚƵĂůƐŝŐŶŝŶŐ ?ĂƌĞĂůƐŽďĞŝŶŐƚƌŝĂůůĞĚŝŶƐŽŵĞĂƌĞĂƐ ?ůĞĂĚŝŶŐƐŽŵĞ
Job Centre advisors to worry that their professional roles may be phased out in 
ƉƌĞƉĂƌĂƚŝŽŶ ĨŽƌĐŽŵƉůĞƚĞůǇŽƵƚƐŽƵƌĐŝŶŐƚŚĞƐĞƌǀŝĐĞ ? ? ?VICE CENTRE MANAGER 1) 
 
5. DISSEMINATION SO FAR 
 
We have so far communicated to our stakeholders in the following ways: 
 
x A series of informal meetings with Advice Leeds and Leeds City Council to brief on 
progress and receive feedback; 
x A formal presentation and discussion with our stakeholder Advisory Group in 
June 2014 at the University of Leeds; 
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x A briefing in July 2014 to Leeds CAB containing our geographical and deprivation 
analysis of the Leeds CAB client base; 
x A formal presentation about the research and some initial findings to the Advice 
Leeds ^ƵŵŵŝƚŽŶ ?EŽǀĞŵďĞƌ  ? ? ? ?ĂƚƚŚĞ^ƚ'ĞŽƌŐĞ ?ƐĞŶƚƌĞ ?>ĞĞĚƐ; 
 
Once our pilot research findings are sufficiently progressed, our intention is to hold three 
dissemination workshops where the outcomes will be communicated separately to a larger 
membership from all three stakeholder groups. These engagement events will be 
supplemented by a series of smaller informal briefings targeted at specific user 
communities and an accessible public report. 
 
We are currently building a basic project website that will host a data blog, some interactive 
digital maps of welfare impacts on different communities in Leeds and a Linked Data 
resource (http://en.wikipedia.org/wiki/Linked_data). We will also publish at least one 
academic journal article on the research findings.  
 
